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Abstract This study explored the quality of nursing services in relation to a nurse’s psychosocial factors (type A
behavior pattern, self-esteem, locus of control, and anxiety), job stress, and fatigue. This study targeted 503 nurses
who currently work at six different general hospitals in Daejeon city, The data was collected by self-administered
questionnaire which was surveyed from April 1 to June 30, 2014. As the result of analysis of covariance, psychosocial
factors affect the quality of nursing services more than job stress or fatigue. In addition to that, as parts of
psychosocial factors, high self-esteem and low fatigue, job stress, and anxiety increase the quality of nursing services.
The research above implies that the quality of nursing services of nurses who work at the general hospital has a
correlation with not only the psychosocial factors but also job stress, and fatigue.
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AAE A3 M4 (Endogenous latent variable)<t Y Table 1. Sociodemographic characteristics and job
HE2WSE n T LA A g L3tAZTH 72k A= related characteristics of study subjects
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S @dste] AZATE 1002 uAsgonz i 2529 133(26.4)
w2 AR BASH etk 24 ARe) Zahs A . 12‘7‘222
é ..
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Table 2. Mean score of quality of nursing services

Table 3. Mean score of quality of nursing services

(SERVQUAL) according to psychosocial (SERVQUAL) according to job stress
factors contents.

. SERVQUAL ) SERVQUAL

Variables N% —————— F p-value Variables N%) ——— F p-value
Mean+SD Mean+SD

Type A behavior pattern 0.203 0.894 Total score of job stress 1.271  0.284
Low(Ql) 140(27.8) 76.45+8.95 Low(Q1) 143(28.4) 76.7249.40
Middle(Q2) 126(25.0) 76.98+916 Middle(Q2) 127(25.2) 75.65+9.11
High(Q3) 139(27.6) 77.09+9.05 High(Q3) 136(27.0) 76.53+8.68
Very high(Q4)  98(19.5) 76.19+9.38 Very high(Q4)  97(19.3) 78.34+8.68

Self-esteem 14.848  0.000 Job demand 3.121  0.026
Low(Q1) 145(28.8) 72.3649.35 Low(Ql1) 13927.6) 78.64+9.85
Middle(Q2) 133(26.4) 77.1248.35 Middle(Q2) 180(35.8) 76.66+8.72
High(Q3) 101(20.1) 78.45+9.96 High(Q3) 84(16.7) 76.07+9.15
Very high(Q4)  124(24.7) 79.94+8.85 Very high(Q4)  100(19.9) 74.65+9.30

Locus of control 1.108 0.345 Decision latitude 5480  0.001
Low(Q1) 159(31.6) 75.77+9.03 Low(Ql1) 141(28.0) 73.24+9.55
Middle(Q2) 140(27.8) 76.05+9.01 Middle(Q2) 117(23.3) 76.38+8.47
High(Q3) 124(24.7) 77.2148.96 High(Q3) 163(32.4) 76.94+9.25
Very high(Q4)  80(15.9) 77.78+8.78 Very high(Q4)  82(16.3) 78.9249.61

Anxiety(SAS) 15.054  0.000 Supervisor support 8.869  0.000
Normal 231045.9) 703748, 64 Low(Q1) 181(36.0) 74.96+8.87
group(<39) Middle(Q2) 86(17.1) 74.41+9.39
Borderline High(Q3) 179(35.6) 78.01+8.78
group 208(41.4) 74.5249.25 Very high(Q4)  57(11.3) 81.46+9.34

(40N_49) Co-worker support 19.317  0.000
Anxiety 6412.7) 74214959 Low(Ql) 127252)  73.70+8.43
group(30=) Middle(Q2) 141280)  73.8249.18

Total 503(100.0) 76.71+£9.29 .
High(Q3) 145(28.8) 78.83+8.64
Very high(Q4)  90(17.9) 82.05+9.60
3.3 x'”AEEﬂA LHRHEI' .7_|'§A‘|H|ﬁ9-| xI HlJ_.I'_ Total 503(100.0) 76.71+£9.29
A ARsEY 2 Vel whE ka2
= 1960802 T8 AREI} = °

o A A5E wash) s AR2EN: $H )

ol HEE 48R4 (quartile) S 7]F o7 QlTH(HS
), Q2u(FRE W), Q3w (S W) R QAT (M =
o R PR3] BAI39tHTable 3]. 1 A7 7FEA
Hz=o A Hi Aee AF8TE v (e =2
TY)olA 74.65£9.30%1H Zlo] Qla(H T)ollA
78.6449.85H 02 AR QI LI} YOG E Fol5A =

UTHPp=0.026). G474 AEERE FFo A&l
QIT(FE )ollA 73.24+£9.55% 016l A o] Q4(vl-%-
=2 PHolA 78.9249.618 0% Q9 LA HS
FE FosHA =Hp=0.001). FALS] AR ZRHZ =
Abe] AAET} QI (e wH)ellA 74.96+8.87 1 oW
o] Q4TS =& Yol A 81.46+9.347% 07 AFAL)
A= =555 et =3thp=0.000). T5°
AAEEEE TR AALETE QlE(HEE w)olA
73.70+8.43 % o]d Ao Q4w =S )l A 82.05

2oz

N
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Table 4. Mean score of quality of nursing services
(SERVQUAL) according to fatigue symptoms

SERVQUAL

Variables N(%) F p-value
Mean+SD
Total score of fatigue symptoms 3.304 0.020
Low(Q1) 127(25.2) 78.2448.53
Middle(Q2) 128(25.4) 77.73+8.29
High(Q3) 123(24.5) 76.41+9.01
Very high(Q4)  125(24.9) 74.52+9.55
Global fatigue 4968  0.002
Low(Q1) 127(25.2) 78.08+9.43
Middle(Q2) 125(24.9) 77.77+8.32
High(Q3) 135(26.8) 77.35+9.27
Very high(Q4)  116(23.1) 73.73+9.33
Daily dysfunctioning 1.217 0303
Low(Q1) 147(29.2) 77.48+9.39
Middle(Q2) 131(26.0) 77.19+8.84
High(Q3) 67(13.3) 77.04+9.91
Very high(Q4)  158(31.4) 75.37+9.32
Situational fatigue 3.682 0.012
Low(Q1) 155(30.8) 78.51+8.17
Middle(Q2) 128(25.4) 78.21+8.50
High(Q3) 142(28.2) 76.22+9.76
Very high(Q4)  78(15.5) 74.83+9.58
Total 503(100.0) 76.71+9.29
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Table 5. Correlation coefficients among psychosocial
factors, job stress, fatigue symptoms and job
satisfaction

Quality of nursing services(SERVQUAL)
Correlation
coefficients

0.157
0.394
0.151
-0.358
-0.244
0.294
0.323
0.380
-0.274
-0.010
-0.218

Variables
p-value

Type A behavior pattern p>0.05
p<0.01
p>0.05
p<0.01
p<0.01
p<0.01
p<0.01
p<0.01
p<0.01
p>0.05
p<0.01

Self-esteem

Locus of control
Anxiety(SAS)

Job demand
Decision latitude
Supervisor support
Co-worker support
Global fatigue
Daily dysfunctioning
Situational fatigue
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Table 6. Structural model of endogenous and exogenous variables

Endogenous variable Exogenous variable Error Coefficient of determination
Job stress contents Fatigue symptoms Psychosocial factors Z smc’

Job stress contents 0.000 0.000 0287 0.009 0.082
Fatigue symptoms 0.129° 0.000 -0.519” 0.005 0.248
uality of nursing service -0.236" -0.240" 0414 0.011 0.343
Quality g

Chi-square = 213.061 GFI' = 0.951

df = 92 AGFI’ = 0.928

p=0138 RMR' = 0.049

RMSEA" = 0.051
T p<0.05, T p<0.01 T Squared Multiple Correlations(SMC) ¥. Goodness of Fit Index(GFI)

§ . Adjusted Goodness of Fit Index(AGFI) ': Root Mean square Residual(RMR)
. Root Mean Square Error of Approximation(RMSEA)

o

038 043 017 -0.76

0.414

Psychosocial
Factors

-0.287

-0.519

Fatigue Symptoms

$ 0.129

Quality of
Nursing Service

075 093 083
Job Stress
Contents /062 0.83 087 088 080
-0.30 058 066 0.75 @ @ @
-0.236

DN

. = V13
o
(9 (e8) (D) (e

Type A behavior pattern Global fatigue
Self-esteem V10| Daily dysfunctioning
Locus of control Situational fatigue
Anxiety Tangibles

Job demand V13| Reliability

Decision latitude V14| Responsiveness
Supervisor support V15| Assurance
Coworker support Empathy

Fig. 1. Path diagram of structural equation modeling
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